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(57) [Abstract] 

[Object] To provide an operator response scenario system 
that can display an optimum scenario on an operator 
terminal according to various situations. 



displays a responding scenario to an operator who responds 
to an incoming call, the operator response scenario system 
including: a storage unit that stores a plurality of 
scenario parts constituting a plurality of responding 

15 scenarios; a scenario setting unit that selects 

predetermined scenario parts out of a plurality of scenario 
parts, corresponding to one condition out of a plurality of 
conditions, so that the responding scenario that 
corresponds to the one condition is set; and a display unit 

20 that displays the set responding scenario. With this 
configuration, responding scenarios that optimally 
correspond to various situations can be set. 

25 [0039] Fig. 6 is a flowchart of displaying, on the 

operator terminal 20, an optimum scenario obtained by using 
the customer responding history. Contents of step S31 to 
step S34 are the same as those of step S21 to step S24 in 
Fig. 5, respectively. 

30 [0040] At step S35, the optimum scenario determination 
controller 411 of the control device 41 of the CTI server 
40 accesses the customer information database 50 to extract 
customer responding history information that corresponds to 
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[Solution] 



An operator response scenario system that 
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the telephone number of a caller. The customer information 
for the customer classification and the responding history 
information including a past transaction condition with a 
customer, a customer responding condition, and the like, 
5 are stored on the customer information database. 

[0041] For example, the responding history information 

regarding a travel guidance offered at a travel agency 
includes customer inquiries in the past, contents of a tour 
for which a customer applied, and the like. 

10 [0042] At step S35, the optimum scenario determination 
controller 411 of the control device 41 of the CTI server 
40 accesses the customer information database 50 to extract 
the customer responding history that corresponds to the 
telephone number of a caller. Various responding 

15 conditions with a customer in the past are stored on the 
customer information database 50. 

[0043] At step S36, the optimum scenario determination 
controller 411 extracts the routing number that corresponds 
to the extracted customer responding history from the 

20 condition responding-scenario routing table 425. At step 
S37, the optimum scenario determination controller 411 
informs the operator terminal 20 that corresponds to an 
attendant board to which an incoming call is forwarded of 
the parts number and the route step that are managed by the 

25 routing number. 

[0044] At step S38, the scenario display unit 211 of the 
control device 21 of the operator terminal 20 extracts the 
scenario parts that correspond to the informed parts number 
from the scenario-parts management table 211, and displays 

30 the scenario parts on the display screen of the operator 
terminal 20 according to the route step. 
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[Brief Description of Drawings] 

[Fig. 6] A flowchart of displaying, on an operator 
terminal 20, an optimum scenario obtained by using a 
customer responding history. 

[Fig. 6] 
Start 

531 Receive call 

532 Transfer incoming call 

533 Collect telephone number of caller 

534 Inform CTI server of telephone number of caller and 
attendant board to which call is forwarded 

535 Search database to extract customer responding history 

536 Extract routing number 

537 Inform of parts number and route step 

538 Extract scenario parts that correspond to parts number 
from scenario management table, and display according to 
route step order 

End 
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kjs« v-^ y ^ 4 * ft w--^ x. y 

Hfc<o#:fl : co 5 *>co--<o2M*iaS CT, WHBlt»<os/+ 
y :y rt> f>3f 3£*> > ^ y * U «o 

^fc»«?-*-*J6» y t^t^^t y a-K:6« 

But**"*- y i: C k «:»« 

t-rs.^i'— *ft tt « x. y * >^ 7- ^ 0 

(*E1Mfc^*fNi«ifctf «:# U 

[8^13] W*4IlXtt2lc*3t^T. 
fiuE^ cotf^iBRH-* BiTEfE;-*^-*- y *tc&* 

twa^-*- y ^ttjesctt. oebu«o vt- y 

«ias& DT, WEftS^t y ^-^»i-5»8ij(0^ y 
^fttt^xLv^y t^rA, 

BffEiHIf«-^ffi««. WESSHt#^¥»Jl. ttBiJXttTO 

r t &4#Bt <k -r 5 ^ ^- 9 v-*- y * 

[MI3K4I6] W#jl4fc:*5^T, 
RitESRJftSISa, ^/l^liltttfc^:^ 
«» i "T 5 i — * ft tt* x. v-t- y * i/x x J* c 

[0 00 1] 

-;Hr > * * Sfefct-ft^l" 5 ^ * cOft 

t-t^x. 5 j*-"* * ft »t* x: v*- y x a 

[0 0 0 2] 

[t£&co}£#?] «B*f*S:tT5 3-/Hr>*Srll 

T> *lSftttSrf?5 *<o**/i^J£«:4lB3 BM 

T-.^-< u~ * S**Cft tt« x.<o v"^- 'J ^'SriBfltLTV^ 



[2) ¥m^l 1 -2 3 4 4 0 8 
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[0 0 0 3] fBSSftttarfT*) 3-/l/t>^(D^ 

u™* ffi^(^^i-^^u~^^ft^¥x^Wji-5 
v-^-y 7t-f±, *#ftg£ft4: Ltioco^fflf $HTV> 

[0 0 0 4] 

[«9W*»»LJ: 5 <k-t-5BRffi] HISS: 
frttX < SiS^t^y't y *co«ita 0 KB* It 
<ft5£l*l«e>ftftv\, ftot, iSii^lSlEM^* 
(O i/-*- y ^"/j » & te-rttS 4: . ^~ 9 \) * <h jft 

a co tar £ 5 raH^. ^ ^- ^ ^mw^^ffisrftft 

[0005] *«W«oBWii, ±E«o|BHAk: 

ft s z. t ffi "C # 5 u— * ft ft ^ x. y tI- > 7. 

[0 0 0 6] 

[ BK£§ S: S fc. «> co 1 ±E B W Sr JS^i" 5 it *> 

20 in^m^y^^i — ^fttt^x.v^^-y t^f^ii, # 
m LfcivicsH'seaFSrfT ; ) ^ y * 

iascco^v-t- y *s:««i-5*«cot/-f y 

kct, *ftco^y y*^BfS<ov'^y 

[0 0 0 7] *:.fiS|figtrJ: o . «^fttt«lc*atc*frt?L 

[0 0 0 8] *fc, »*L<*i. **(0*#tt8l.-!feJ*S: 

(OifiGv^frSrSBlR-ra. 
[0 0 0 9] S&IC, ^tOJt«iOBRlC fls«V 

^ y .^-^4 its y v t a ft * sijto v-^- y * 
y y (o«ffl«*^jc ex, y ^-ic^-r^ 

[ooio] ftib\ **coftf**i. «xtf, i¥^3H(f# 
«SiL, ^u-^coffi^, gifts 

[001 1 ] 

TS^iWi"S 0 L/pLft/^6^ *«f]iot£tlfW«HB* s w<o 
jo [^-Xti^fi^cotcoicflp-co#RBfc^X^#!HE^4: 
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[0012] ant ^mmvm&nBmtctetf z>*-< 

f^d:^')) co:/p r/^ttlritei-Cfc*. Sfc, [H2&t>* 
B3J4, Hl<oJE*5«MWB|-0*>5. 

[00.13] EI 1 7^MH 3 KUdI^T. i/t!)tV7,fA' 
tt, »« LfcltBS:#SW*tej«-r*3E«KKl 0. 

^\^m^hntz^<^-^<jg^2 0, 

ffStSfc^ACD/Ml S (Automatic Call Distri 
but ion / Management Infomation System) 3 0, \s 
— ?(F>is1-}) *S:M-»i-5fc«)ioCT I (Computer Tele 
phony Integration)-^— 0, tf;.7> |- ^ > t'a- ^ ft 

[0014] hi xnm 2 k*6^t. i o tt, 

^feMSfltBi lRtfEBEBi 2 S&K, 
tf>4t»attll l 1(4, BKM&ffloTXttSBl Olc» 
WLfcBI* (iS«#) a*&coB!Bfc**«--&i 3^#* 
£«»B l 4 »c»Ei-5WliPS:fT 3 *flr&Bffi*P» l l 

l, i sto^T^fg^-efcox, nmmf&mxz 

t£ii*1M&o}fti'>&i2&M&&ft5ftttty&M1#& l l 
1fttt«t*tti l 3 £^5. CiSli 2*4, & 

[00 15] t^-?JB*20 (4, MttSB 2 1 &t>* 
IBW3SB2 2fc«*.6. S&C, «iM-5J:5^ M» 

ii2 i »^y^-a*»2 i i&vfltfRKBaRC»2 
i2*su fettle 2 2f4v-^-y ^^yfif-^ 

/U2 2 1 ^r^i-^o 
[ 0 0 1 6 ] A C D/M I S 3 0 14, ffilJflPS&B 3 1 

its . ^vamtffiAS3 i i«:*u eutis 

13 2 (i.t^ U - ^ ^ ^r;U l/^/uf IS 3 2 1 
«• 

[0 0 17] $ HlXliB3l:*5V^ CT I f- 

~'<4 0(4, i«lit4 l&VE1t.4fiK4 2£fifj;i£ 0 

BJM-fi-fcSU:, «ft«t4itt*li/tyt 
&-£fciJ»g|5 4 l U SBttSB4 2 «f»fc*4>&« 

KVJffi^— ^4 2 1 , mtittfcmfaT 1 — 2 2, 

WKBFBtttStT 1 — ://U4 2 3, ->^y^— ^Stt^— 
^/M 2 4, tt«*tl£v^y ?Jvu— >-^t-— y;U4 
2 5, vrJ-y t***ttf-7 r ;i/4 2 6 S:*i-5o 

[0 0 18] wCOj:5&«J*t7>S/+y^i^^7 ! -A^*3V> 
T, *«Wco3fttt(OJ|i£1IB"T?*±* CT I U— a*4 0iCf4. 
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j&o w y y u y ^*a*it5 0 
tU, iB*fiT&nfcW-y*tt, ^^u— *«8*2 

*to^y*|c«oT«.*lc»i-5JS:««:fT3. 
[0019] ID 3 S:#flSL£ase>, *«Wt0lli6<ntf?« 

4 0tcto^x. 1Mkco5/-*-y*/<—>ii, KitBKK4 2 
tov^- y ^v^7lif-^4 2 4 tc^f aEco^-?— :y# 

[0020] W*.tf. iffi{fRS^(c^(t5rSo n nSiW^<b*S: 
f t 5 ^ - * (c *s ^ X , BIS £ jW* 6 JHS i <wS* 1*3 
Sf4, W*(Ofp»B, flaw, ^^aoTM^o 

o(cisti^ttx^6o 

[0 0 2 1] £fc, WSj&SBISSrjW+fci:*^ 

- * o ft ifi & * -ecoiffB] J?*i£EH(fcfc if J: o T , m 

^(4, U - ^ {C o 25 s o fc # COM * (4^1^:^ % # 

lTv^^i«t$i-i^ 0 ceo J: tt)B*(Ol#*)-^to 

-tttfctm, #«*9j^, tsatiiitt. #^jt*co#*. «p 
if-^M 2 1 tcaia^tbSo 

[0 0 2 2] $ f^lc, ^]x.(4, JKfT^ttlCtettajSKfT* 

^co*ft|/j: if (OfltftSH 4 o T, BiS i: co«?i»rtS 

30 7— 7VU4 2 3 {cm^^i^^o 

[0 0 2 3] v/t!i^-7lgf-^4 2 4tCf4, 

y/u-4 2 5^(4, *ttR«9»cM*S*L5*«iOV*-y 

>^«*«c*tJC-t-SJES«^ y *4r«*-t-5 y ^/ ° 

— ^co^— :y#^i:, -t^^t^mS (/^ K^rr//) tf* 

[0024] ttjaB9i*«*»«-eib«»** 
-/o r4o»^55ffij fflco^-y^- % T2o^^icttj fflco 
^y ^Vi^tftRa»j«»it**co^y 

[0 0 2 5] 4^o\ ^WJE**<o««#^&coBB^ 

Jffl-r 5 ^ttfc 4 o -CISW § v ^ > y< ^ x 
7° u-Y t- tv, ^ J: o Tl# ^ 0 tit, 
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[0 0 2 6] £ kK, y *«7pftfl--7 l — ^4 2 6 

Kin, tt»*tJCv-*-y^vu— V^X— ^yU4 2 5t£ 

^ot, y^i^— *jWS#*fiox^5RH£, wy 
t (OjC« » tc«J£cDffl ft # *> 5 # fo 5 o «K*ttS 

y a- t h ft 5 rt » (Dfcmm mi swrtiftfitaf 1 - 

[0 0 2 8] El 4 n> y KftfMWSrfr o fc 

i()(/;7P-f t-K'$)5 0 ^r^ysi ncfcv^T, 
A2j*J& s , CT I t-/M 0 © a ^ y - b C/t !) * 
^-y«:f^j*i-S. y^S 1 2KJol^X, A*l£tL 

fc^ty^-^it ^ty^/'-7i^f-^4 2 

T:yyS13[:^T, A^-#tl. CTIt^4 0(0 

[0029] s&k, ±acoBft*&vai»i!Ba^. a 

MtaotCT I If— /<4 o«o=i>y— yi^&cOA* 
[0 0 3 0] ^LT, *s*ry-fZ 1 4 (Cjo^X, /V— x 

-j- y ^vu-r -r y^f-^4 2 5 , v-^ y 

f-^4 2 6JSttMll*SIHR3£f t -^4 2 3 d-Sfi 

[0 0 3 1 ] -t It, 7,r : y^S 1 5 iClo^X, 
-**S55k2 0*SStfe±»f b*L*i#, 

fSx- 7 4 2 4lCK«**b-CV^«-2/^y tfv*— ^/J^ 
X. ^U^— *J8*2 0(/>fBlt3£g2 2«OV^y 

2 licatr-Sj-iSp ->-^-y ^^— :y 
fffflf 1 — -7 A? 2 2 Uct^ttOi/t!) ^Sr= fcT— 

^2 o<^^-y*.**»2 i iic«*s*tfc'>^y^ ! ' 

[ 0 0 3 2] 1115*1, o«fcw-y**r 

^rJB*2 0l:**t5tM7D- ^-Y™ hT 
£>6 0 ^7;y^S2 ll^s^t, 5S«# (■$) **&c/3 
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^wjsii i ic*3rt-5*«-&iawi«ittJ i in. « 

ft *7/>/j »tt fc ^ -/Hr > * co«lS#*Sr|Rgij-f S „ 
[0 0 3 3] *fM*H£tt* 3— /Hr>^36S««co«B# 

n, *bii^«o«e#^ rair^i^ioafgs^xfis 

f»(Olgii§S^ft^{c^tj-b^T^6«-&/j^5o rco£ 
*«#EfMmBi i Ml, CttttlEi 2(0 

«i»r#7-^H2i (B2#h) tie* 

2 3) 0 

[0034] *fc. 3-/uty^* — 3cof|JS**co* 
^ Kicttox, «tt#36swufc«K<o^y^a*-s-c: 

£\cm% ft ft ^ *tX ^ 5 » fc5 0 w(D<t 5 ft *fr 

mtftmmwi 1 in. eiiusbi 2co»«»e 

»»t-7>i 2 1*^6,, ry'>a*»|c:*rjCi-5*85 

20 ^»«P?S:i|EiS-t-5 (^r^r/^S 22) 0 

[0 0 3 5] —^7. ^X:y^S 2 3t£*3V>X, m^ffl. 
KfttSl l 3(1, ««#(0«K*#S:te*"*-5c 
ic, 7>fy/S2 4CJo^t, jH*W«WX*tH5 1 13i: 
»«»iB«MW«i i i^, ■e^^i^f^coSfS*-^^ 
feift^Sll^^Sf ^^Hf H c t i ^4 0{Cil 

[0 0 3 6] ^LX, 7,ryyS2 5iao^T, CTI 
i^— s< 4 0 cOlliiJWSS 4 l coftjg i/-t y ^-SfcKfWIfWIfB 4 

i in, i^iff-^^-^ 5 oicr^t^ it, 3§ 
jo «#cotiis*»^»jsi-aiB*»«s:iibHi-rs. 
♦ay— ^ 5 oicn. csix.n, «as**^»/£bfc 

JB-*^¥». ttBU* MIR. »«fti?«-erftlBI*5MJItBB 
f 5 1»«* S *MA 5 ttX v ^ c 

[0 0 3 7 ] ^LT, 7^7 7^5 2 6 1^01/^, 
-t-y*8fc*fli"J*i«B4 l in, WiffiS*bfcM*-&«^*fJC 
fS/u-7-f ^^*#SrttR»lC^y .^-/u— x < > i/ 

f-^/M 2 7>^ : y^S 2 7 tC^o^X, 

■^(/vi — t- >r > ^*#*c*ffl $ ry*#XV/u- 

40 u—fiffim 2 o l^iffi^J^-^o 

[0 0 3 8] ^LX. 7fr/7'S2 8{Cto^T, 
-^ffi^2 0<Offl«3£l!2 1 c0^y5j-«*«2 1 1 

n, jSJhj $ Hfc^<- '-y*^jc»j^-r 5 y ^ ^ 

^ryu— Mr:y7 p |:Kot^u-«*2 0 i^^^H) 

[0039] B6«, m^mtMM^x i) sigft v-t- 

y a- £ - * «8 5fc 2 0 * * "f ^5 fc f i </> 7 n - ^ -V 

— h"C*>5. 7f 77 9 S3lM^f : y/S3 4ft ± 
50 SGIII 5©xr : y7 P S2 I ?5l7> fr/^S2 4i ^rtt-Ptt 
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[0 04 0] * It, 7/S 3 5 KlJo^T. CT I 
if- v 4 0 (OffiffllttK 4 1 t^tiv/t y ^flfcXESU Wtt 4 
1 Hi, m&^mrf—*^—* 5 OtCT^irx Lt, ?g 

ii A/ J»tT«o rt « ft if coflMR-C * 5 . 

[0 0 4 2] * Lt, 7,f ;y^S 3 5 lC*o^T, C T I 
if— s< 4 0 cOflllIffll.SE fit 4 1 tOftiS^ Ji d-*j£fli*1tt<8 4 
1 lfi, fRf - ^ x 5 0 IC 7 ^ ir ^ L t , « 

[0 0 4 3] -t Its ^ry^S 3 6 IC&^T, *Sh> 

-?-y**3ea(W»4 1 jibtti**tfcK**ne/tj!i^ 

[0 0 4 4] ^Lt, ^T^y^S 3 8JC*5V^"C, ^^U' 
2 0 (OfliiJfflJ^B 2 1 (OVt y 2 1 1 

Sr/u— ivXTr/^lcllEot^u- ^$g;fc2 Oco.^tf© 

[0 0 4 5] B7"lt ■*«0*tl6«|n]c0rt. i eicJ:oT* 
igftv^-y ^-Sra*jft*.WII|lS:ff 9fc»c07a— ^ir — 
ht?*>5. Xr:y7 p S4 1i:^^T, A/J#li, fc&/p 

«ottK»j6«i6j7 i -^4 2 2 is? {ctiimm 

[0 0 4 6] ^ITs 7sf:y^S4 2{£*5^-C, 
^«f^Jr-y/U4 2 2 60»Jt3iyTlC«|Mj*»>^^cOtt 

[0 0 4 7 ] ^tOi 5fttfclilC*3l^T, ^f7^S43 

ixT ^ 5 y £ » ft 5 Jfc» rt s *J* ft £ . * ^ 
[0 0 4 8] ->-*-y *Tv~f 



(5) 4#BH¥ 1 1 -2 3 4 4 0 8 

■i-y ^'-^to^-^-l&^-^M^j^— LtSft 

[0 0 4 9] #Ct£, Xf : y7*S4 7ia3^t, # £ > h 

©tf^jft^cttsriax-Tv^ftv^a^f*, 7^7^8 4 3ic 
-t\ *jB^y^-ftzE»jp»4 i if*. *tjcttst^y 

70 ^vu— 7 s - < i/tf^r— -ft\sA 2 4lc*sv^-C> ^^Ht^ 
5c(/v v&^b A3 ifx. bftt t> J: v \, 

[0 0 5 0] -t IT, 7T7/S 4 9 lC*5lrVT\ tB» 
^ 4 2 2 oDffifa^ * 3&S*J»Ht^ y i? ;y 

hstu «iri^-7S^s^ y r sits, 
[0051] ii 8 ^^-^^^iaota* 
y a-i/m^mw&n o ft «>co 7 a — ^ — h 

ACD/M I S 3 OtOa^V— /UJ; *1 U— .5? oO I D 

ls—?<DX*/l>l>"<W*^ ACD/M I S 3 0tOEKS5 
13 2lC*3»t5^-^<U— ^ ^ ^r/U U^/u^ggg 3 2 1C 
tE«$tt5 0 ^xy^S 5 2^*5V^T. — 

[0 0 5 2 ] —^7. ■*3&>C><™¥j6 s =3— /Hr^^^fg 
t"S4: (77 7^3 5 3) , 7>f:v7 P S5 4CtoV^\ 

jr; LXf ll ^RflMW^-y/u i 2 i ic^or, 

[0053] rco^^. »{SW^l|EjilSn*:*^^ 1 3 

co#»tt, *flr^eniii«A 1 1 1 a*e>ct i ^<4 o 

MACD/MI S 3 0(^)^-^<U— ^ffaiHHtt3 1 1 

^iiftisnsj, tit, -t«5ftf*^i 3Sraa-r«^ 

/j> &CTI if— / < 4 0 \am!m 5 tt5 ry/SS 

5) 0 ^<t, ^T:y/S 5 6^*iV^T, CT I if 

^ y yi-io/u-^ -< > ^#»Sr, ttia»«*>^ y 
t^-r^y^r-7';>4 2 S^&WlttlL, 7f:y/S 

[0 0 5 4] 7f7 /S 5 8 ^*5V^T. .^-<U~ -^SB* 

2 o y 2int ffiti^E 2 2 m y 

50 7 L r/7 p WtC5j--<u-^#H*2 0co«*HiB(c.«7n-t-5. 
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[0 0 5 5] &Jo, C T I f— y< 4 0 m!kM*S-)' U Tj"^- 
l£flflJ'#g|S4 1 i/r^ M.^^-f^>'^7 1 --7 f /t/4 2 

[ 0 0 5 6 I £fc. ftig^i- y *%£MftiftM lilt 
1 o(04)t^ffi33'Jtc^-r s y ^-coaJRlclR *bi\ it 

5 S fcyu— h * t 1 - ^/ J: o Tift** to 

[0 0 5 7] 

:^ttfx.^t'J d-^^AtciHtf, Miners 
[GOi&comill/irRn] 

[Hi ] *«Wcolt*w»l»^*5it5*^U'-^s»tiS 

[{12] h lcojEftattsma-e*)* (ton 0 

[HI 3] BHcoJE<C*»S»H"e*>* (t©2) . 
Ill 4 ] v"^y JMMlllilfrfT 5 t»©7 d 



t#RP^P 1 1 -2 3 4 4 0 8 

[HI 5 ] JBS^HiK i o 4ta ft y ^- £ ^ u— # SB 

OtCff^T^fc^cO^n — ^-v— H-CfcS. 
[116] B*co»^«llicJ:9»iife^y *Sr^-^u 

[H 7 ] IH*io»j6«iftiort!BicJ:oT*IB4>'-j-y 
£ jfflJ^ Jft x. m m £ ft o fc tf> co 7 n — ^ - v - h T* fc 5 Q 
[ lH 8 ] .tI-^ u- * coffin J: ottl ft y Jrtna 

1 0 $#1£eB 

2 0 sfr^U— 

3 0 ACD/M I S 

4 0 CT I -0— /< 

5 0 

2 1 1 'J *«7p:(B 

2 1 2 sRiftKiaeczEns 

2 2 l y ^-:7flf-^ 

3 1 1 *tffflM«« 

3 2 1 .t^U'-^7^/H/^;l/fI$ 
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